
This report details the most recent updates from the Seattle Office 

of the Employee Ombud from April 2021-March 2022. 
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Executive Summary 
With a transition back to physical offices, the implementation of a new City vaccine mandate, and 

new understandings of the continually changing needs of our City, the OEO continues to partner 

with all City staff to help deescalate the conflicts that will naturally arise during a time of such rapid 

change. 

Our 2021-2022 Annual Report outlines office structure updates and provides updates on our 

outreach efforts for the year. We also highlight ongoing efforts to examine our impact and institute 

accountability measures in order to continually improve our services. Of the 215 cases opened in the 

last year, we achieved either full or partial resolution of 73%, while 20% had no action requested and 

7% did not achieve resolution.  

Our top three systemic trends have remained constant year to year, with 34% of cases directly 

related to issues of discrimination, 25% to lack of clarity in policy and 20% to lack of consistency in 

policy implementation including disciplinary processes. We have offered recommendations in each 

of our previous Annual Reports and have distilled those recommendations this year into five 

solutions. We believe these five actions, if taken by the City, would substantially address the ongoing 

systemic trends we have seen: 

1) Devote substantial resources and energy to collecting Citywide data about disciplinary action 

and, eventually, develop a consistent citywide guideline for disciplinary action. 

2) Develop a comprehensive leadership support structure including training, mentorship 

programs, and coaching for all people leaders at the City. 

3) Develop a transition management model for consistent use throughout the City. 

4) Develop reintegration protocols for staff returning from leave. 

5) Streamline ADA processes. 

We also outline our own capacity building efforts to help address systemic trends and provide 

updates on our work on the Hate Crimes Executive Order. Our 2022 Priorities will also help guide 

our work in the coming year. Those priorities are:  

1) Develop a Change Manage Protocol for the City. 

2) Offer Executive Coaching to City Leaders. 

3) Pilot the Trauma Informed Care program. 

4) Discipline Data Project. 

5) Streamline ADA processes. 

6) Pilot Anti-Extremism Training. 
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Note from the Director 
Transition is a word that captures many of our collective 

experiences this year. Transition through varying pandemic 

response directives, return to worksite directives, evolving 

safety protocols, transition through a changing economic 

outlook, and infrastructure growth forecasts. Continually 

through the past two years, transition through stages of grief 

mourning the lives lost to a deadly virus. Closer to home, big 

changes and transition in City leadership with a new Mayor 

taking the helm. Within all these transitions are lessons for us 

to learn as a city, a community and a leading voice for 

nationwide conversations on equity and justice.  

 

These pandemic years have further demonstrated the deep ideological and perceptional divisions in 
our midst. The nature of conflict and workplace issues presented to our office during this period 
are reflective of that divide. Even though remote working and social distancing helped lessen the 
number of interpersonal conflicts that occur when people are in proximity to each other, there is no 
denying that ideological objections to masking and vaccine mandates, restrictions on social 
gatherings and other pandemic response measures brought about the most serious conflict within 
our workforce. Our employees are subjected to powerful sources of information, misinformation 
and influences and it is becoming increasingly evident that we would have to engage with people no 
matter what their ideological stance is. It is no longer practical to just hand out information that we 
believe is scientifically well supported, morally above reproach and logically sound. We must make at 
least an earnest attempt at ôpersuasionõ, the daunting task of offering consistent and reasonable 
response to the question, òWhy?ó The Office of the Employee Ombud has attempted to provide 
that safe space to City employees throughout the pandemic years where they can ask questions 
about RTO timelines, AWA agreements, PPE equipment, Hazard pay and a multitude of 
other concerns.  
 
Our approach has been to engage folks, listen, provide context and at times attest to the fact that the 
majority of decision makers related to these protocols are very cognizant of equity and access needs 
of our employees. Decisions leading to dismissal or disengagement of a staff member are hard and 
taken with immense amount of consideration. There are two things that have helped this year as we 
engaged with often very upset and distraught employees. First, mandate enforcement decisions are 
deliberative, made over a period of time, and made by more than one person. Second, religious or 
medical exemption requests are also reviewed by a panel, limiting individual personal bias from 
getting in the way.  
 

As an accountability function for the city, we are channeling our learning from this yearõs cases into 
key priorities for the coming years. Firstly, a city of this size needs a robust Change 
Management framework, and our office is gearing up to provide this service. We are planning to get 
involved in a proactive way before major policy or leadership change in a department. Soliciting 
feedback from staff before new leadership is in place, briefing incoming leaders on the known 
needs/issues of the group they are to serve, holding listening session before new policy/process is 
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institutionalized, these are 
some of the ways we aim to 
help ease some transition 
pains. Our second new priority 
area is Executive 
Coaching. There are very few 
leadership and people 
management solutions available 
to the average city employee. 
Leadership continues to present 
itself as an abstract trait, 
almost like a lucky draw, some 
have it aplenty and others lack 
the fundamentals of it. It is our 
observation that effective 
leadership, with the highest 
standards of transparent 
communication is key 
to employee compliance rates, 
sense of wellbeing, and general 
acceptance of changing 
protocols. OEO is gearing up 
to provide hands on executive 
coaching to people managers 
across the city to initiate the 
process of cultivating consistent standards of stewardship and effective management. Our team will 
be trained and prepared to coach leaders, management teams and supervisors across divisions, crews 
and departments to make sound choices and most importantly, learn self-accountability techniques 
that are essential for preventing repetitive harm. These earnest efforts at correction are only effective 
if they come accompanied by measurable signs of correction. It is our promise to the City that after 
coaching leaders on known areas of growth, we will make recommendations to the Mayor for 
accountability if no signs of improvement are apparent.   
 

SDHR, in collaboration with many stakeholders, has added a definition of workplace misconduct to 
the personnel rules. This is a huge step forward for our workforce. There is the opportunity to name 
and define conduct that previously got lost between one set of rules or the other. OEO wants to 
build on this effort and identify instances of hate motivated conduct so we can recommend 
known/expected consequences for such egregious incidents. Our work to prevent Hate Crimes and 
Crimes of Bias continues this year as we introduce the first of its kind ôHate and Extremism 
Preventionõ training for city employees during Summer 2022.  
 

Best Regards, 

 

 

Dr. Amarah Khan 

Discrimination 

No clarity 
on policy 

Lack of 
consistency in 

discipline 

Promotion 
Issues 

Retaliation 

ADA 
Issues 

Conflict of 
interest 

OOC 
Issues 

Hiring 
processes 

No reintegration 
plan 

Systemic Trends 2022 
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Office Structure & Updates  
In 2021-2022, we continued to 

provide most of our services remotely, 

but we have begun to transition back 

to the office as the telework 

restrictions have lifted. We were able 

to add two temporary positions to our 

office and will be hiring for both a 

permanent Office Coordinator and 

Training Program Specialist in early 

2022.  

We had temporary support in 2021-

2022 for the Training Specialist 

Position from Christopher Artis. 

Christopherõs career began with a 

focus on strategic planning, program 

development and organizational 

capacity building efforts to remove the personal and professional barriers faced by people living in 

poverty. He then spent 10 years in a non-secular environment developing leaders, managing creative 

teams, and coaching individuals through their most challenging seasons of life. We are pleased to 

welcome him to the team. Christopher spearheaded the Hate Crimes Executive Order workgroup 

and continued to move our officeõs Anti-Extremism training to implementation among all City staff.  

We have also had staff departures from our team. Abdul Omar, who has served as Assistant Ombud 

for Capacity Building since 2019, will be leaving the OEO in March of 2022. He was instrumental in 

developing our Bystander Intervention, Responses to Discrimination, Conflict Management, and 

Effective Management trainings. We will miss his contributions to the team and work with our 

office. We hope that we can hire a permanent replacement as soon as possible in 2022 to help 

continue his important work. 

 

 

  

Dr. Amarah Khan

OEO Director

Emma Phan

Assistant Ombud, 
Case Management 

and Operations

Eileen Bigham           
Case Manager

Abdul Omar

Assistant Ombud, 
Capacity Building

Christopher Artis 
(temporary)    

Training Specialist

Vacant                       
Office Coordinator
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Case Management Process 
Below is a graphic designed to help clarify our case management process. Given the complexity of 

cases, this process, particularly in intake and resolution phases, will vary based on the needs and 

goals of the visitor. What is always a constant is that City employees reporting concerns to OEO are 

empowered to decide what path to resolution they wish to take. 

 

 

 

 

Office Tenets 
The Office of the Employee Ombud has four main tenets that guide our work ð these same tenets 

govern the working scope of many Ombud offices around the world.  

 

 

 

 

  

Confidentiality          
identifying information will not be 

shared outside the office without the 
express permission of  the visitor

Informality                 
coaching, mediation, facilitated 

dialogue and other informal 
interventions are the only 

interventions provided by the OEO

Impartiality                  
impartiality, fairness, and objectivity 

in the treatment of  people and 
consideration of  issues

Independence            
remaining independent from other 
organizational entities (such as HR, 

CAO or SOCR)

Ombud 
Principles

Intake

ÅMeet 1:1 to 
discuss visitor 
goals

Resolution

ÅMediation 

ÅCoaching

ÅBack Channel 
Diplomacy

Closure

ÅRe-assess other 
options

Capacity 
Assessment

ÅAnaylze trends

ÅDevise prevention 
strategies

Capacity 
Building

ÅCustomized 
training

ÅRe-assess needs
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Outreach 
Over the past year, the Office of the Employee Ombud has sustained its outreach efforts despite 

continuing challenges with the COVID-19 Pandemic. To continue building relationships and 

establish our presence as a new entity within the City of Seattle, OEO has participated on several 

internal workgroups and committees. We have contributed to the Anti-Harassment and Anti-

Discrimination IDT, the Return to Office Interdepartmental Teams and Workforce Equity Strategic 

Plan; participated in the Learning and Development Community of HR Practice, ADA Community 

of HR Practice, SDHR Black and HSD White Caucuses, as well as Change Team meetings citywide.  

External Professional Groups 
Externally, OEO has become a member of and contributed to professional Ombud organizations 

worldwide. OEOõs memberships include the International Ombud Institute, United States Ombud 

Association, and the International Ombud Association where OEO staff serve on the Executive 

Board, Finance Committee, and Diversity, Equity, Inclusion and Belonging Taskforce. The 

International Ombud Association (IOA) is an organization for practicing ombuds that supports 

professional development, networking, and consistency of practice among organizational ombuds 

worldwide. The OEO is chartered under the IOAõs Charter, and practices according to its 

established Standards of Practice and Code of Ethics. As members of the International Ombud 

Association, all the OEO team attended the 2021 Annual Conference. Additionally, our Director, 

Amarah Khan has been certified as a Certified Ombudsman Practitioner (CO-OP), and Emma Phan 

also achieved her CO-OP certification in June of 2021.  

The OEO is also involved with local networks of Ombud colleagues, like the Northwest Ombud 

Group. We participated in their last quarterly meeting in December of 2021. We continue to expand 

our network to learn from colleagues in hopes to provide the most informed and standardized 

service to City of Seattle Employees. Because of our established presence, other jurisdictions, 

including the New York City Department of Health and Mental Hygiene, have reached out to seek 

OEO support and guidance on how to create their own government Ombud entity. Additionally, 

National Public Radioõs Puget Sound affiliate, KUOW, conducted an interview with Assistant 

Ombud, Abdul Omar, to learn more about our Bystander Intervention Training, amidst the rise in 

Anti-Asian hate crimes in Seattle.  

Internal Outreach to City staff 
When OEO receives a report, the incident may initially be isolated to two people experiencing 

conflict. However, we realize that there are often others who can offer insight or otherwise 

contribute to the case. In this respect, OEO does extensive outreach to a broad range of City 

employees, including executive leadership. Individual cases may also shed light on large-scale issues 

within a unit or division. When OEO makes this assessment to involve others outside of the initial 

reporters, there are a variety of ways in which we address those issues: we hold listening sessions to 

gain broader perspective, conduct trainings to build conflict management skills, or collaborate with 

leadership to create and distribute inclusivity audits.  

https://www.ombudsassociation.org/ioa-standards-of-practice---code-of-ethics
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Over this past year, OEO has strengthened our relationships with other departments via monthly 

meetings with designated points of contact. To date, we meet regularly with leadership and HR 

across 17 units and departments. During these confidential one-on-one meetings, OEO and 

department designees exchange department-specific information regarding individual cases, trends, 

and themes. The purpose of these meetings is to better understand each departmentõs needs and 

strategize ways to facilitate individual and department-wide success. We use the point of contact 

meetings to serve as stakeholders on the corrective measures needed to resolve a reported concern 

or to address a larger trend. If an employee reported something anonymously, we address the issue 

at hand without disclosing who initiated the report to OEO. 

The primary focus of our outreach efforts is to listen to and learn from our colleagues. Our internal 

partners provide us with the most current and up-to-date resources in order to better serve 

employees. As a growing department we hope to further expand our reach in the coming year. We 

will continue to participate in citywide discussions, soliciting direct feedback from employees, and 

identify trends in order to resolve conflict and provide recommendations to improve the workplace.  
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Accountability & Impact 
With each new situation brought to the office, the OEO strives to serve the individual and improve 

our workplace culture. We do this by resolving concerns for the individual but also by looking at 

each individual case as a means of learning about larger patterns, trends, and themes throughout the 

system. That systemic learning then helps our office to advocate for meaningful change and 

improvement throughout City policies and procedures. As a confidential resource, we cannot share 

specifics of any case brought to our office, which can sometimes make it difficult to demonstrate the 

impact of our work. In this section, we detail our efforts to be accountable to the system and the 

individuals we serve and to hold ourselves to highest ethical and industry standards of practice.  

Case Audits 
Case audits are an integral part of our system of checks and balances. With 643 cases and growing, 

we continue to audit every case on our docket for consistency, rate of resolution, impediments to 

resolution, process improvement, and trends monitoring. The process is time-consuming but 

imperative to assess our officeõs impact. We also audit our cases in EthicsPoint, (our case 

management system) to ensure consistency of case notes, review all open cases for closure or 

follow-up, and review closure notes to see whether further resolution can be achieved, or additional 

capacity building efforts can be implemented. Finally, we review race and identity factors in our 

cases as they are reported by visitors to see how identity is playing a role in the conflicts we are 

helping to resolve. Case audits are also our primary tool for identifying systemic trends and emerging 

patterns within the data.  

Case Resolutions and Outcomes 
As part of our case audits, we discuss and debrief the resolutions achieved in each case. We want to 

ensure that we used all of the tools and strategies available to us to seek both the desired resolution 

of the individual who raised a concern, but also to determine whether we helped highlight and 

provide solutions for any systemic issues that were part of the conflict.  

We measure our effectiveness in part based on the number of times we achieve the respectful 

resolution sought by the visitor. This can be a complex metric to track for several reasons. First, 

because there are cases where the resolution sought by the employee may not best serve their needs 

and might lead to continued conflict in the future. We do our best in those cases to provide 

impartial coaching and guidance to the employee and attempt to explore alternative options. If none 

of the options are found by the employee to resolve their concerns, we make our best attempt at 

resolving the matter to their satisfaction while also ensuring that we do not inflict further harm to 

any party involved. Second, the resolution often changes through the life cycle of a case. In these 

instances, we do our best to note both the original resolution sought by the visitor, but also update 

our notes to reflect the eventual resolution sought by the visitor at the time the case was closed.  

We also measure our effectiveness in a case based on the type of intervention we do as an office ð 

whether through direct or indirect intervention, or referral to formal processes. Tracking the type of 
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intervention ensures that we are attempting to do something as an office, even when we cannot 

reach the desired resolution sought by our visitors.  

Training Evaluations 
As part of our officeõs case management cycle, as noted above, we assess each case to determine 

whether there could be some intervention in the form of training, or other capacity building 

initiative to prevent future conflicts of a similar nature. Discussed in more detail in our Capacity 

Building section below, we have developed a number of trainings and interventions. Each training 

and intervention are followed by an evaluation to help us assess whether the information provided is 

helpful, germane, and usable by the participants. As we receive that feedback, we continually change 

and update our capacity building initiatives based on the data we collect. We also monitor each case 

and continue to assess where our training efforts need to change and grow to meet the changing 

needs of City staff.  
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2021 Statistics 
       215 Cases 

       Backlog: 0 

       78% Closed 

28 workdays:  

average time case 

remains open  

       2021 Cases: 201 

 

 

Case Resolution  

As in the previous year, we have continued to review our 215 cases to 

review whether a case was resolved, partially resolved, not resolved, or no 

action was requested. In the 2022 year, we achieved either partial 

or full resolution on 73% of our cases, while 20% had no 

action requested, and 7% did not achieve resolution. 

  

 

 

 

OEO Case Interventions  

 

Systemic Trends: 

Discrimination  

No clarity on policy  

Lack of consistency in 

discipline 

Promotion Issues 

Retaliation  

ADA Issues 

Conflict of Interest 

Hiring Processes 

No reintegration plan 

Conflicts of Interest 
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As mentioned above, our process is highly customized to meet the needs of the visitors to our 

office. In 2021, our office engaged in the following intervention strategies: 

 

 

 

 

  

57%

24%

11%

8%

Back Channel Diplomacy

Coaching

Mediation

Facilitated Conversation

Definitions: 

Back Channel Diplomacy: Raising a concern to leadership without identifying the visitor who raised 

the concern. The goal is to work with leadership to provide information such that they can 

address and resolve concerns within their units. 

Coaching: Working directly with the visitor on their own communication and conflict resolution 

strategies to help them resolve conflicts without direct OEO intervention or involvement. 

Facilitated Conversation: Convening a large group dialogue or listening session designed to help 

resolve issues within the group itself, or to raise concerns to leadership. 

Mediation: Facilitating a small group dialogue, usually 2-3 people only, designed to help the 

individuals involved address harms they have caused to each other. 

**Training Offered: Working with the leadership in a unit to identify issues within their unit that 

could be improved or resolved through a training or other capacity building effort developed by 

the OEO and customized to unit-specific needs.  This was included in our first two Annual 

Reports but has since become standard practice in all cases. 
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4%

4%

4%

6%

6%

7%

9%

17%

45%

Compensation & Benefits

Organizational, Strategic & Mission Related

Services/Administrative Issues

Career Progression & Development

Values, Ethics & Standards

Legal, Regulatory, Financial & Compliance

Safety, Health & Physical Environment

Peer & Colleague Relationships

Evaluative Relationships

IOA Reporting Categories

The OEO practices to the standards of the International Ombud Association (IOA). We track 

issues using the IOA Standard Reporting Categories. Each case may include more than one 

category. For example, in a case where an individual is upset about their relationship with their 

manager and their performance evaluation, we might characterize the case as being both an issue 

of òEvaluative Relationshipó but also, if their performance evaluation could hinder future career 

prospects, might be an issue of òCareer Progression & Development.ó Full descriptions of IOA 

categories are available at the IOA website. 

 

In 94% of our cases, we attempted 

informal resolution. Some cases 

were still referred out later to a 

formal process, but the vast majority 

resolved through informal 

intervention. There were a very small 

number of cases where the 

resolution sought was not possible 

through informal process, and in 

those 6% of cases, we made the 

referral without any attempted OEO 

intervention.   

Case referred Out, 
6%

Case remains 
with OEO, 

94%

https://www.ombudsassociation.org/standards-of-practice-code-of-ethics
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Case Outcomes 
We track outcomes for cases in several ways. First, we track how the OEO intervened; whether 

visibly, behind the scenes, or through referral to formal processes. We refer to this below as òCase 

Outcomes by OEO Intervention.ó Our goal is to understand how we engage with cases and to see 

whether we are consistent in our intervention strategies. Second, we track whether the visitorõs 

preferred respectful resolution was achieved, which we refer to below as òCase Outcomes by 

Respectful Resolutionó. Our goal is to track and monitor whether the individuals who are coming to 

the office are achieving the resolution they want by engaging with the OEO process. 

Case Outcomes by OEO Intervention 

 

Although not specifically stated, it is our common practice in all cases to maintain a database of case 

trends and track emerging and ongoing systemic issues. We then continuously report on those 

trends to leadership. We also regularly conduct policy and process review in cases to see whether 

there was an unintended consequence that could be avoided through a policy change. Included in 

the 2019 Annual Report were case examples highlighting each type of intervention, which can help 

explain what the interventions look like in practice. You can access that report here. 

From our 2020 report to our 2021 report, the most dramatic change to case outcomes by 

intervention was in the number of cases where our office worked directly with all parties involved, 

which went from 42% to 61%. The number of cases where our office helped without intervening 

visibly or directly went from 32% to 19%. We have been more likely in the last year to intervene 

directly rather than intervening behind the scenes. This is because over time, as our office has 

become more visible and built more trust with staff, we have been able to get our visitorõs 

permission to intervene directly in more cases to help achieve our visitorõs respectful resolutions. 

14%

2%

5%

61%

19%

The OEO does not take action, but the issue or
concern resolves or the individual pursues other

options.

The OEO is unable to achieve resolution through
informal means and no formal means are available.

The OEO is unable to achieve resolution through
informal means, does not intervene, advises on formal

options.

The OEO works directly with all parties involved to
achieve resolution.

The OEO helps an individual without intervening
directly or visibly.

http://www.seattle.gov/Documents/Departments/Ombud/2020%20AR%20FINAL.pdf
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Case Outcomes by Respectful Resolution 
Each person who visits the office is asked about their respectful resolution to the concerns they 

raised. We adapt our subsequent interventions to achieve a resolution that is as close as possible to 

their requested resolution. In some cases, we are able to get exactly what was asked for, whether it is 

a better working relationship and communication with a supervisor, or an opportunity to better 

understand the expectations of their role, etc. In other cases, we are unable to achieve the desired 

resolution. In every case reported to us, we 

learn about our leaders, units, departments, 

and the larger system and we use that 

learning to help improve those areas as 

needed. If our assessment leads us to believe 

that leadership or process change is 

warranted, we raise the matter directly with 

department directors or, at times, with the 

Mayorõs office.  

Our audits tell us whether we achieved a full 

resolution, partial resolution, no resolution, 

or no action was requested in the cases we 

have had throughout the year. ôAchievedõ in 

the chart refers to the 41%of cases where we 

achieved the exact respectful resolution 

requested by the visitor. In many cases, 

respectful resolution to our visitors means improved communication, better relationships, or clearer 

understanding of job expectations and we are often able to achieve those resolutions through 

informal intervention. ôPartially Achievedõ means that in 32% of our cases we were able to achieve 

some of the visitorõs desired resolution. Many of our Partially Achieved cases actually represent 

where we were able to do a lot within the bounds of an informal process but may have needed to do 

a referral to another resource to get the rest of the visitorõs goals achieved. 

In other cases, respectful resolution as defined by the visitor might include disciplinary action or 

dismissal of a leader or coworker. ôNot Achievedõ means that in 7% of our cases we did not achieve 

any part of the desired resolution of the visitor. It is not necessarily a failure of our office, but 

instead a recognition that we are not always the best resource to achieve the outcomes requested, 

such as termination or formal discipline. In reviewing the 7% of our cases where we noted ôNot 

Achievedõ, 80% of those cases either directly asked for the dismissal of a leader or staff member or 

required a formal process to achieve the desired resolution. In a few others, the resolution required 

ongoing engagement from OEO, such as building more collaborative leadership relationships with 

staff. In those cases, we may have attempted to get to this resolution through coaching or other 

feedback to leaders. However, that process can take time, and there have been cases where the 

visitor did not see the improvements they wished to and separated from their positions before we 

could achieve a full resolution in their case. In cases where a dismissal is sought, we do our best to 

advise on formal options where visitors can report their concerns and initiate a formal process that 

could lead to more formal disciplinary action up to and including termination.  

Achieved
41%

Partially 
Achieved

32%

Not 
Achieved

7%

No Action 
requested

20%



 
City of Seattle   17 |  P a g e 
Office of the Employee Ombud 
Dr. Amarah Khan, Director 

From the 2020 Report to this yearõs Report, the biggest change in our numbers is in the number of 

cases noted as ôNo Action Requestedõ ð in 2020, those were 12% of our case outcomes, and they 

have grown to be about 20% of our cases in this yearõs Report. ôNo Action Requestedõ cases are 

those where the visitor wishes to report an issue but does not want to follow up to complete an 

intake or provide requested information to our office. Part of the growth in the percentage of ôNo 

Action Requestedõ cases is likely due to increased outreach. As our office has conducted more 

outreach, staff at the City are beginning to understand our role and becoming aware of our office. 

Knowing that our office is responsible for systemic tracking, individuals have reported concerns as a 

means to let us know that there is a systemic issue, even when they do not want any action taken in 

their particular situation. 

Many reports are submitted to document a concern, rather than a request for action in a specific 

case. For example, staff may submit a report to share their concerns about a policy change, as some 

staff did during the implementation of the vaccine mandate or other COVID related policy changes, 

which comprised about 4% of our cases in the 2021 year. The report itself may indicate that they 

know we likely cannot make any changes to the policy, but that they want our office to be aware of 

unintended impacts of that policy so we can push for systemic change. While we want to intervene 

in some way to improve the situation for every case that is brought to us, there are some cases 

where staff have indicated that they do not want intervention, and we respect their autonomy to 

guide the conflict and their situation as they see fit. We take all the information they provide and 

track it during our audit of systemic issues and attempt to use that information to promote positive 

systemic change wherever we can. 
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